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CO DOCKET NO. 0~-123

De'lr Ms. Donch,

The Georgia Public Service Commis.~ion respectfully submils Ihe enclosed comrlaiullog in
conneclit'll with the provisioning ofTelecommuuicatill"~ RelJy Selvice pursuant 10 SCC1ioll
64.604(c)( Ii) of lhe FCC's rules. Hamilton Relay. wilh corporate offices located al 100 I 12'b
Slreet, Auror~, NE 68818, is under contract wilh Ihe SIBle of Georgia 10 provide
Telecommunicariolls Relay Selvice.

HamillOn lr,c\es all complaints and all ot!ler customer service activlly for [he Siale of Georgia.
The State of Georgia's complallll summar} is associated with the JolJolliing dJ.~base categories:

• Mi~~ellaneous External Compbjms
• lEC E\ternal Busy
• 911 E:.:temal Calls
• No Notice of How to Complain to FCC
• CA AccurarylSpelllllgrVerbatim
• CA Gave Wrong luloml3lion
• CA Did Not Keep Us~r [nfoffiled
• CA Hung Up on Caller
• CA Misdi31ed Number
• CA Typiug Speed
• Didn'l Follow Voice MailJReccrdiug P,ocooure
• CA Typing
• Improper Use of Speed Dialing
• Poor Voc3l ClaritylEnunciatioll

No. 01 CClpje~ rec'd Ot~
LISI ABCDE



• Improperly Handled ASL or Related Culture I~sues

• Improper Use of Cal! Release
• Improper Handling ofIhret- \1,'ay Calling
• Caller ID Not Working Properly
• Improper Use ofCustomer Data
.. FraudulentIHaras.mem Call
.. Replaced CA Improperly in Middle of Call
.. Didn'T Fotlow Emergency Cal! Handling Froeedure
• CA Didn 'I Follow Fohcy/Procedure
• Confldelltiailty Breach
• Spanish!o Spamsh Call Handling Froblems
.. MiscelIane[lus SeNJCe Complaints
• RingingINo Answer
• Speech to Speech CaIl Handling Probtem~

.. Connect Time (TrY-Voice)
• Busy Signal/Blockage
• ASC(LIBaudot Break-down
• SIS Break·Down
.. HCO Break-Down
.. Relay Not Available 24 Hours a Day
.. 71 J Froblems
.. veo Break-Down
.. Miscellaneous Tedmical Complaint.
• Line Disconnected
.. Carrier of Choice nol Available/Olher Equal Access
.. CapTel ComplallllS

Hamilton proces.es any cDmpblllt, windt origilllltes via e-mail, fax, telephone, regular mail,
OUTreach evems, aT the worhtation, eiC. ThQse complaints and resolutious are reflected iu this
report, Hamilton uornially provides a resolution 10 all complamts within 72 hOIlTB, The
complaintii enclosed are resolved,

hI me Miscellaneous External and FraudulentIHara~smnlt Call calegQries, you will fiud several
compla,ms that we believe to be associated with I'nmdnlent acTiVIty over Internet Relay.
Harnil\lJn COIUlnues to implemem protocols specifiCilll)' designed to prevent caBs originating
from an 1lI1ernaiionli [P address from accessiug the relay

Georgia Relay has received a total of 41 complaint, in violation of FCC mandatol'}' mu\\mnm
stlndards for the time pe.riod lune 1,2009 through May 31, 2010.

Please feel free to contact myselfat 404-6j6-09~5or Dixie Ziegler with Hamilloll Relay at ~OO­
618-4781 VrnY with any qne~lions regarding me above,



Georgia Relay 2010 FCC Complaint Report
6/1/09 10 5/31110

Seniell CQ",p1QinJs--CA OW"~ Keep
User Inform"d

Inqul", Ollie 11111010
Reco1'J II> 20'J70
Cnll Taken By ('us/olller S,"'ice
0t Nu","",
Responded By [,..$.0",10
ReJpoR"e Dille ]///2010
Resoiuriqll Ollie ]/1/'1010

Sen;"", C<"f1p1o;l<1s--CA BURg Up on
Caller

r"qui,.., Dale /1611010
RuoTJ II> 10787
Cnll Taken By S"l'"n4SfJr
CA ,'{,,,,,beI5008
Responded By Ebony
Response Dal" 11111010
Rnolsaion Dail! 111/1010

Se",ice O)IfIp(Qi,,'s--CA Hung Up on
Caller

Inquire Dal~ 4/100010
Re~aTJ1D,1J8J

Call Talwn By Lead CA
CA Nu",""~ 5116
Re.pondeJ By Qula_nn
Re.pon,·e Date 411011010
RemllUton Dale 411011010

Str>';t~ Comp(ainls-CA Misdioltd
N"tRber

Inquire DQJe 1J;'Jn009
Record 1D 10611
Call Taken BySupe,...iJa,
01 NutRb" 9(!.1!
Re,'pondeJ By L,.sbndQ
Re,'ponu DQ/r: JJ.llll1fJOIJ
Re.oiutiQn Dale 1J.111I2()()11

CuSloltlfr slalod th.t the CA d,d Dol LYIle "ringing" or "an"woring machine" <>ll •
calilwicc this morning, Cu,w",er also -,""cd thai tho CA gave inrorltl.H~l1lh..
was nol verbalim lor the gr••llng Dn tht ''''''''<ring machine.

Cu,I,'mer Se",;"" .pologized and SlalCd th.t toe CA '....~uld l>e «JLIl,,,,I<d. CA
was c~\l"".l.d ""d cu,wrnCr was salisfied.

CuSiC''''.'' ...ted th., a f.1f'ly member was calling ber throngh Ih. relay and (he
CA '01", annoWlcing (he relay. the cu,l<lLne, wa> ,sylng "ol:ay" (0 IN the CA
know Ihal sbe 'Old!! falnlli" ",;Ib lbe "'lay. The "1S(omer alaled thai the CA
c~nlinuedl~ annoWlCC lbe relay ollhough (bc ';U<Lome, kepi ,aying "okay". CA
(hen hung up on the lcrminalill$ p'''''.

S~perviior forwarded call ;nforno.,ion 10 Ib' lL...bnical departmenl. The leeh","]
Jepartmenl di5COvered (he CA did di.lcoMecllhe call, CA was (ernlin.ted OIld
c",(omer was nOli fed.

Cu;!"mCr Service apologized and ".Ied thaI CA would be oounseled, CA was
<:ounseled and cuslomer ",os satisfied

Cu.sIOInt:r slaled thaI Ille "",,on8 number ",.s dialed .ad reque'led a eredil 10'
their calL

CUSIOlner S.,,'ie" apol"w,cu Uld requeoled a copy of (he Cll"omer's bill when
received lor po«ibJo rcimbu"em<nl. Cusmn",r Service offered the mailing
adde'" 10 send their bilL CLl!<lomer """",..lood.



Se,..,ice Complau,ts_CIl Mi$dialeJ
Number

InqaiMDale 1/1811010
Rern,d 1D 20863
(illl Taken By C"slomer Se,..,;u
Cil N"",be,
Responded By Iody
Response Dale II11VlOI0
Resolution DtJle 1/18/2010

SI/f'l';':*! Comploiflts--CA Z:yping

InV"i", ViSU .JIllnOIO
R~CQr4lDllJdl

Call Td.n By Lead CA
CA fo,'~",/N. 5156
R~.po"d.d By C~arod

Rr.po".e niSI. JlllnOIO
RrnA"I/QII Dlile .JI11/101O

Se,..,icr CompU.u,ts_
FruudulentIHariJ.U.,.e", Call

In'lU;f't' Du,~ ("I1(,,111J0~

lUcoNlID 19111
CiSll Tdm By CuflO"" S,,,,'u!Up
CA Nu",ber
b.,ponded By L"ShOlld"
R,¥o".~ DtJI' (,,1](,,11009
R~<olul;OII DOl' (,,11(,,11009

Sef'l'ke ComploiNP_
Ffa /ld/i/elltIHa/"aSsm"nl Coli

Inquire Dale 61.](112009
RO<'ord lD 19101
Call Token By 0,,10"'''' Se",lee
CA N",./N,
Re..'ponded By LaS~ondo
Responu Dole 6/26/2009
Besollllion DolO 6/2(,,11009

Cus,omer Slaled lIIallhe CA dialed !he inoontt' number."d inqui,-.,d if 'hoy
would be charged since Q,e cuswmer hung up righl ..... v.

Supervisor explained ,ba, if Ihe oall was disl'onneeral befon> lhe lin. "''>
aus ere<L lhere sbould be no charge [or 1II. 0011. Sul"'''';'''' '~rl'lJled Ib" if.
bill as reoeived w oonlaC! lhe ",lay Jor po~';bl)' ,e;mb""""menl Cu.wmer W>I>
ba'isfied,

Cu<tomer ''''led Iha, Ihey were uDabl. W conu,mn"'Tt with the TTY u<tr... the
CA s,opped ryping and did not respond

Cu,IO",",' ::'of",ice (o,,"orded infom""ion '0 Ihf ,eclmical department, The
,eehn;<~1 dep>lrtm<nt d;,covered ''''''Ihe call occurred duriug a lechuical issue a,
,h" ,<I"y. whi<h w., 'e,olved a"ha' lime, Cu,mme]' Service no,ified lhe
Cu,Uom<r onJ ~p<>logized [or:my inconvenience, Cus'omer unde"'ood.

C'u;[omer bss been receiving """,,sing ,el"pbone call, Ihrough lhe ,day.

ell"""",r Service suggeSTed tha"h" cUSTOmer eOntllc,lhei, loeal'eleroone
company Or report lh. ineident to law enfu",ement, Cuslomer Service explained
tha, iethe cu.o;'om..- con"'clal.w enfurcen,em lhen law enrorcemen, may issue a
CQUn order. A',ba, lime call infonnalion may be released '0 lhe Coun,
Cu,wnler underslood.

CU;lOn,er has been receiving har.ssing lelephone calls Ihrough ,be reJay.

Customer Service suggeSled thallhc C"--,'OmC' eOnT"""bei, loeal,ckpbone
eomp.r.y or repon lhe incidenT w law C'Il,oreemenT. Cu,wmer Service e.plained
,ha, ii lb., Cll."omcr conlacts law en'O,c.ment lhen law enJo,cemen' may i,suc a
cowt o,<I<r At that time call infonnalion may be released 10 'he Court,
Cus!omcr undO<S100d



Srrvice C"mpJaill/'f_
Frtludule"tlHarasslffellr Call

lnquj,.., DOle 611712009
ReCIJnf ID 19144
CQ// Takrn By Supe",i,ur
CA Numher
BesponJed By LaJril'e
RSi3p"""e Dale 411712009
Re.."lu/i"" Dole 6/!712009

Servke CompJaint.l_
Fra"d"lelltIHorassme"t Call

Inquire Dale 8Il412009
Rl1t:ottI ID H701
Call Tll1<ell By Cusiamer Se",ice
01 NumlHlr
Re.ponded By LaShunJa
Response Dare 811411009
Re.olulioll Dme 8Il412009

Se,."ice ComplaUi/,<_
F ra"dule"tIHQI'tl.'I.'IJfI ell1 CaIl

lnquirt! Dau 9/10/1009
R~<ard 1D 198/6
Call Tak~n BJ Cu.la,..~r S~"'ic~

CA Number
Me,pollt.d BJ LaSl,ollJa
Me,poll" Dal~ WI0Il009
R.·.•olulio~ Dare 9/1811009

Servi,,,, Cumpfain/'f­
Fraud"I."clJla,,,nmenl Calf

IIl9ai~Dal. ///101100.9
Reronf 1D 10$01
Call Tak<~ By Cu."""" S'''''r.
CA !t'"",/>er
Re;p,mJrJ By La.!.'lcoNla
Re.p",ue DrJJe IIIIII2IJfJ9
R~pf"r;"" Dale 1111112009

CU<1"mer h., ,ta",d Ibat his bank call.d him 10 info"n him lhal s"meane is u,ing
0'" mby trJ try 10 gain """es" trJ his bank accounl,

Supervisor sugg..>ed lhal lho ""'Mmer "'pori lb. Ulicid~nll<lla'"O"r",<c"","",
Supervisor cxpi'mrd Ih.1 if lb~ cu,I"'mo, con""'l' law ~nrorcomont lben I"w
e"l,,=m~nt may ""tie" .ourl order. Al <hat lime oall inform'lion mayo.
rI'lI'aoed 10 d,. C~1ll1 ('",Io,no, \ll1do"",od

Customer suggesled lhJl the l·u,l~m., ron"cllhe;, Jocallelep],o"o compauy <lr
rep<>n the inl:id<nl 10",'" <nf~r".m.nl. Cu,"'mo, explainod thai ,fL,"e cu>t"mer
con"c,", Jaw on!orCOm.nllhon bw enfolcem..", ,noy issut a "onn older, At tho!
lim. call inf<lrmali<ln lIlJy be IcI,,,ed'o Ihe Coun. CU.• IO'"O' undo,,,,,,,d.

C,,-,IOlttr has be.n ..oeiving har...ing Ielephone calls Ihrougb the relay

CU"OLU", Service suggested lhJIlhc ""-'Io"",r conlacllh.ir 10call.l~pho""

com>'lny,le reporllhe incident til law enforc.m.nl. CustrJm.r S.rvice ~xplained

lhJ, if the c,,-,IOmer eonlac," law .nforc.m.nl Ihen law ."forcernenllll1ly issue a
court onle•. At lhJllime call in!ormalion may b. r.l.....d IOlhe Court.
CU<lOLlI", ulOde,,!ood.

('U<LOln", bj; been receiving haraasmg or fraudulent I.l.phone call, through Ihe
relAy

CU"·Jme. S.,,·i,. sugg.sted Ih.l Ihe cuslOn",r con"c! Iheir local telephone
wlTlf>.n) or mf>OrI tho incid<nllo law .nfon;emenl. Cuslomer Service explainod
that i,th, cu,wmer eom."IS law ."fon;emenl th.n law ~nfurc.menl may i"ue a
rourl ottle,. A! th.1 tim. can informalion may be releaoed 10 tile Court,
Cus'omer lllld="'od,



Senke COlJlploi"ts-­
FrOlldllle"/IHomssm~,,r Call

Inquire Dale 12114/1009
ReeorJ ID 2MM
Call Taken By CnS/alfle, Sonice
CII -"nRlber
Responded By LaSJ",nda
RespomeDa/e 121UIl0()f)
Resoill/Io" Dale 1111712009

Se",ice eo",p/ui"I'­
FrollduleR/lHurru.sm.", Cull

Inquire Dale 1IIV20JO
Re~ordID 11043
Call Taken By Custom"~ S ....k.
CA Numbe,
Respollded By LaSho1<du
Responu Date 211811"10
Rerolution Dare 111&'101

Service Comp/oill/s­
l'raudulen/IHoross/fIen/ Calf

Inquire Doli'- 41IJiJOI0
Record1D1I4/8
Call Taken By C,wORIer Servke
CA I''-,,,,,ber
RnponUd By ldShondo
R~3I'on3eJMt~ -111.1/2010
Be30lolian Dot~ 4//.f/2010

Servi.ce Co",plainn--MiscelloneollS

Inqui,.. Date 1iI1.f110M
R ...·(mi 1D 19727
CoIl Toi.n By Supe",;s'>r
CA NUMbe. 6407
Re"P"nded Ry ClIera
Respome Date 8I1JIlOO~

Re.olutiDn DOle 8I1J1l0()f)

Customer hu been "",.",u,g har.«ing tOlephone ""II, \hruuglt lbe relay.

Cuslomer suggo<Ltd lbal the tu'tome' conlllcl Iheir locallelephone company ~r

report ~he hlCidenl 10 law enlareemenL Customer Service explained thaI if llle
cu.o;lomer COlLlaCI, law enlarctmcnllhen law enforcemenl Ul.Oy issue a conn
0111.,. AI Ll'311in", can information may b. relea,ed 10 the Court. Cuslmner
Wldo"lood

(u>lomu Iu, been reteiving bar...,iug telephone coUs <hrougb Ihe relay.

Cu<l,,,"e, Service <ngge~led that lhe cuslomer conlaCl lbeir lotallelephone
"ompony or fOport Ibe incideul '" law enforcement. Cu,wmer Service e.pl.ined
'ha' if lhe «uMmer ':unlacls law enforcement then law tnlon:emenllllllY i,."" a
O~I\" ordtr. At !hal ,ime tall inlonualion may be rele..ed lD lbe Court.
Cu"Om<, ""de..'noJ

Cuslome!' bas been receiviug hanl>,in~ Idcph~ne call, l~","gh tho ",loy.

CuslDmer Service suggesled lhallbe C"-,tOmCr conl.Ol,'l tlJ.i, 10",,1 'elopbone
compauy or report lbe iuddent 10 law enfor.'cmen!. Cu,l"me! Service ....plai".d
lbat if lhe cU'lomer c~olact< law enfortement lh~n law enro,eomonl ma~ ;"uo a
court ~rder. Allhal time call inJorrnalion m.)' b. rele,.cd 'D Lire COUll
CnslOn,er unders!O~d.

Cus!rm,e, iuquired ab~ul using leXl me..agjng 10 comact lhe relay LJ..!iing hi, cell
pbone.

Sup<m'i,~! ~.pla;nod!hal wo do llll~ ha,'~ any snch service in place at lbis lime.
Cu,LQm<r undo"iooo.



In!lw{Tt Vai. Ilfl!l2M9
RwmlID )0680
Cull Tdtn By SwpO">'iso'
CANw","",
R'>pondtd By LuS",mdu
Ht.<p,,,,.<. Dutt 12/1//1009
H..olwrion DflJ' 111: //::OO~

S"n'ice Co"'plrlU.~_.wi~crll''''t'OIl,<

Inquir. Dut. 1/1~/)()10

H,,",,rd fD 1091'
C"II Td,n By LrrJd C..I
C..I '''"".b., ,/J.f
H,.•ponded By Su"",,,,,10
H'·won." D,," J/::4'20W
H•.mlll';o" DrJ/. J/::flIJOIO

Servicr Compl"i"fs_}lluc,U"n'OIl.<

Inquire Dai, ~iJlf:OIO
ReeonlJD1Ull
Call Taken By L,a4 CA
CA Number
Responded By LlJSlJOndo
Response DrJle 41/J110IO
Resolulion DOle 4113/1010

Technical Complaints-Line
Discollne,1ed

Jnqair< Val' 616/1009
R(K:onl ID HUN
Call Tdea By Lead C4
C4 Nam"""
Re.ponded By Cllery/en
Response DOle 61fl12009
HesollllWn Dale 6ili/l009

CUSlOm., s"'l.ed tm' the,. ",,,,,nlly have e.,p<rien"cd lun~er "... i" bodo", , CA
.n,"'c," and lbc CA, are nol handling 'heir ",lis properly

CU"~J1Jet Strviee apol~gjzed ""d explained ,h:l, the r,I,y hod nperi,nced higher
,.11 ""Ium.. Joe'" tho h"lid:!Y5, CU5'Dme, und."'lODd, CU51Dme, Semo.
;nqu;,ed .peo;[,e oall ;nJc.rn.. ,ion but OUSlOmt, refu..d.

Cu,,~,ner "a"d lilal ,hI' gave CA the Dumber'o dial ""d ohc CA h.d", ..l the
cu.<l~mer '0 '.p.'1 lb. nWllber lhrte ,j,n« Cuslomer reque".d a dilf,,,,nl CA 10
prnees, 'h.i, ","II

L••d CA .poloS".d and ,epl.o.d ohe CA, call was proces>ed. CA was coun;;eIOO
and ''''10m., w..."i.fl.d

CUSlOm., s!;ll.d thalthei, n""htt ",ceivOO a lelephone bllilbrough Sprinl for a
.all for "lay Ch.lIs, but oheit m~oher 1, nola ",lay user. was a .horse from Sprinl
from tht ",by and did no, think ohis wa, fair ou,wmer"a mlllhnr is nola rclay
u.er.

Cu'''',,,.r S.rvice apologized and r.que:o;led a copy of lbe bill. Customer Servlce
.xplOlned how ",l.y bills calls. Cus"',ner underslood and ,!;lIed that they would
con!;l,( Spr">!

Cu•..,m., .tal.ed lhal th.i, calls through tho relay hod b.en disconn.cled, CA on
tIlis oall irIfonnOO cosm""" lhallhere w"" cronble on (b. line. CuslOn..r
",qot.>,ed a Sopervl;;or 10 proce,s call,

Supervl,or ""lsIOO ohe CA 10 proc,,", ohe call WllhoUl any further prohlems or
wilbout a premarnr. discoun.cI,



CupTel-Camplal'fl~

In'l"ire Dale f>I~/1009

RerorJlD 111411
Call Tdm B~ CTf
CA /'iu...ber
Rr.poarJrrJ By I.S.
ReJPoIJ" [Nle 6/8/1009
Re.ofalioll 6.'~/1009

Cilp Td_Co",plDilfl~

In'll<irt Dole 7/11/1009
R...·oN! 1D 131610
Cull TublJ By CTI
CANu,.lwr
Refponded By ItIMa.
Refp<>nfe DQle 717W009
RefDlullu~ i/11/1(){)~

CapTel-ComplQinrs

I~qQi.... Dale 1JI06l1009
ReMrd ID JJ4519
Call T"un By CTI
CA NQllllwr
Respolfded By I.L
Response DlU~ 810611009
R'.<olulioQ 1JI06l1009

C4JpTel-Complaill/.·

IQqai", DQl~ 8/0611009
RuorJlD IJ4.~81

C"II TQk~n By CTJ
CA Na...ber
R~spo~d~d By I.L.
R~spo~$~DOli! llI06I1009
R~solQlion 8/0611009

CapTel-ComplQint$

Inquir~ DlU~ ///1///1009
R~~ord JD 139041
CQII TQk~" ~ cn
CANn,"ber
R~spo"d~d~ T.I.
R~spo"se[NI~ 1JI11J11009
ResolQ/lon ///1///1009

Dial;nWSetup _Call Waiting.

i\.dv;,;eJ ~""IOlll£r of propL't programming ofC~1I Waiting block fur successful
OUlOOUlld caplioned calling. Confinned lhis adjuslmenl ,e,.,lved cuslOiner's
•.\p."~Lt..-e.

Oi~lingiSClup _Call Wailing.

Ad,';"ro cuSlomer!J.> add a comma after programmed Call Wailing block code.
Thi; rL'Sol"ed pre"ioLJ.< inability 10 place outbound caplioned call.

Dialing/Selup _ Dialing Pttllx.

Advisod cus!J.>mo, 10 remove mist.aken dialing prefix programmed in n,enu of
CapTcL Conl;rrned this adjuslment resolved cu,o;lomer's experience.

DialinWSctup _CJII Waiting

Advisod C""Omtr '0 dolot. mist.aken Call Wail;n!: blQck «>de Conlirme..l ,hi,
adjustmenl "'ol"'d o""om,,', t,porioncc

DialinglSr'"p _Coli W.iling

Advised <u,l~mer ~rpl'oper progr,"ulling ~f(~.11 Wailing hlo<k r<J' .u..'C~;sLul
outbound <ophoned ".lImg. Confltlllod this ad.i",'m~o' ,o,.,lv,J "";LO"'''';
expe"ell<e.



CtJPTel-Complaints

Inquire Dut~ 911211009
R~<ord ID 143374
Call Token By CTl
CA Nulltb~r

R4!Spolldd By E. Y.
R~spolls~ Dale 911211009
R~solullon 911211009

CapTt/-Camploi",s

Inqul..., Dale 11J1611009
RII<:ordlD 145717
Coli TokellBy cn
CA Number
R~spollddBy M.F.
Respollse Dale I1JI6I2009
Reso/ulioll IlJl6l2009

CapTe1_Complaints

Inquw Dale 1011111009
Record ID 148593
Call Tohn Ry cn
CIf NUIIlb<er
Re"f'Onded By T.}.
Respon"" Dale lat1111009
Resolution 11J1J1110M

CapTel_Comploinls

Inqu/..., Dale I1J1JI11009
RecordlD 148610
Call Taken By cn
CA Nutllb<er
ResfJO/ldeJ By E. Y.
Respons~Dole IIJ1JII1009
Resolulloll 11J1JI11009

CtJPTd-CompIai,,'s

Inqu,·,.. Dale 111111009
Rec(JTrl1D 1559JO
CallTakellBy en
CIf .Nu",b<er
Re,'ponded By &T.
Re.'Ponse Dole 111111009
Resolulion 1112/1009

Dialing/Selup - Dialing P,efix.

Advised correspondenl ahom proper programming ofdialing pretix lbr ombow,d
caplioned calling.

Dialing/SelUp _Call Wailing.

Advised CUSlomer of proper programming of Call Waiting biock for succc'sfui
oUlhound caplioned calling. Confirmed lhis adjuslmenl re,olved cu,lome"
experlen<e.

Dialing/Setup - Can Wailing.

Advi>ed cuslon",r of proper progr;;mmiug of Can Wailing block fo, successful
outbound caplioned calling. Confirmed lhls .djUSlmenl resolved cuslolner's
",penence.

Dialing/Selup _DiaHng Prolix

Advised coalOn"" 10 remove mialaken dialing prefix .nd insert correcl one for
outbound caplioned calling. Confironed t!lia .djualn",nl resolved ClI,lomer's
expenence.

Accurncy orcaplion,.

CIlslomeJ' ,hared feed huck rega,ding acc\U1lCY ofcoplion., Ell\d providcd 'pecilic
call data. CS IU:p apologized for incideoce and lhllnked cuslomer fur Lbe
feedback. Call detail was shared wi!h Call Cenler m,magemenl for follow up wiLb
lhc CA by !he CNs supervisor.



Cap Td-Colflpfa;trJs

Inquire Dale 111511010
ReMrd ID 165108
Call Tallen By tTl
CA Numbe,
Responded By MMo.
Response Date /115/1010
Resolution 111511010

Cap Td-COlflpia;n'i

Inquin Dale /116/1010
Recard ID 165178
Call Taken By CTI
C4 Number
Responded By R.c.
Response Dille J/16/10/0
ReslJiurilJn 1116/1010

Cap Ttl-Colflpfa;"IS

Inquve Dale 1/311010
Rer:ord 1D 166686
Call Takea By CTI
CANumber
Re.ponded By J-L
Re.ponse Date 1/3/1010
Resolutioa 2/311010

Inquirti Dale 21]11010
ReclJrd ID 166791
CaU Talum By CTI
CANumber
Responded By M.F.
Response Dar" 21312010
ReJolul/on 1/311010

Inquin Dale 2l1li1010
Record ID 167]11
CaU Taken By CTI
CA Number
Re.ponded By T.J.
Response Date l!8ll010
Resolution 21MOI0

Dialing Issue _Can't dial oUI in caplion mode.

CL1.OIOmd, helper called noting dilfieully making a calL Invo,tigalion ,howed
cu.<lomer bad a • in the dialed number and woo advised to try Iheir call.gain.
Addil;OTlOllly, customer inquired if,here was a way to know who was calling
before picking up the handsel, CSR advised sbe could order Caller ID service
through her telephone service provider.

Dialing/SelOp _Call Wailing.

CuslolOtr reponed being unable 10 make oUlgoing calls. CSR advised c"slon'lL'" of
proper progr.mming ofC~ll Wailing block for successful outbound caplioned
calling. Confinned Ihis adjuslment resolved CllSlutner's experience,

Dial Tone _NOl heard.

Cuslolner reponed no dial lOne on his CapTe!. CSR advised COSlOrner 10 perlbml a
physical resel, This resolved the customer's experie""e.

Dialing/Serup· Call Wailing,

Customer was unable 10 dial oUI wilb caplious. CSR advised cusimner 10 dele",
lnislaken C.ll Wailing block code, ConfIrmed this ad.iustment m;olved cuslomer's
experience,

Dial Tone - NOI beard.

Cu.,lomer ",portod no dial tono On their CapTei phone. CSR odvised customer to
do a physical re,eL ConfIrmed thi, re,olved ;ssue.



CapT"i_Complaints

/"¥,,ir. Dale 211412010
Record ID 170286
Call Tl11ce" By ITT
CA NU11l!Jer
Re."""ded By J.L.
Re.""".e Dale 211412010
Resalutla" 111411010

CapTel_Camplai1l's

Inquire Dale 211512010
Record TD 184J51
Call To"'" By cn
CA Number
Respo"ded By T.J.
Response Dale 2I151J010
Resolal/on 211511010

Cap T"'-Complain's

1nqu;re Dtue )/312010
RecortlID 1716.l.f
Call TDk"" B}' CTI
CA NaMber
Re'PO>td.d B~ X.P.
Re'PO>ts. Dale JI3IJOI/J
ResaluriOJl JIJI)010

CapTld_Calftp/.una

1,,'1";" Du.. 4/5/1010
R..."rd ID 171087
Call Tde.. By CTI
Cil Number
R.spo..dfti By M,P,
R.,poIIu Dale "-'1/1dld
RlSo/u';on "-':511010

Cap Tel_Camplai1lll

Inquin Dale 511717010
Record ID 183927
Call Tolen~ cn
CA Numb..
Respond<d By M.F.
Response Dale 5/17/1010
Resoluli".. 5117/1010

Dial Tone _NOL h""f<\.

Cuslomfr's helper reported no dial tone On the CapTe!. CSR advised a phy.ieal
re''''. Thi' resolved the CU>lomer's experience,

Dialing/SeTUp - Call Wailing

Cuslomer's helper repon..d in"bihty 10 dial Out CSR .d,'i,oJ cu,IOln<:r or proper
programming ofC.1I Waitin& bloC< )", ,u""o"fu] O"lbOWld caplioned calling
Confirmed Ibis adju51menl re,o]vod "",IOmO"s experieou

Dial Tone - Nol heoTtl

Customer', belp", 'aid the phone no longer b<>d a dlall(lne CSR advi,.d helper 10
prrrann' rhysical res", wbicb resolved tbe cusmn..r's experiell'"

Di.linglSetup - Call Waiting.

CuatIJmer's niece .alled and sw.lcd that customer is unable 1o place caplioned calls.
CSR advised cuslomer's ni= l(l remo~e the mi~laken call waiting block enrered in
the n..nu ofcustomer's CapTel phone. Confirmed thi. rc<olved cuslomds
experience,

Dial TOl.. - Nol beard.

Cuslollier reported ,,"ving no diall(lne on ber CapTel pbone. CSR advised
performing a pbysical resel of Ibe phone. Confinnerl c"--'IOmer is now using (100
C.pTel phone ,a<<:essfuUy.



CQpTd-CORlplQilll.•

Inqui", Dau O.ll1lJ10IO
Record ID 184818
Call Taken By CTl
CA Numbe,
Responded By J.L
Btspo1lSe Dale 0i/ll/1010
BI?foluriou 0.112111010

Dial Tone· No( l"ard,

CU'lflmcr reponed no dial (one beard on lbe CapTe!. Aller further trouble,hoo(ing,
CSR advised Cu.lOmCr 10 conlac! issuing agency for repair or replacement.


